Abstract: The hotel industry is an extremely labor-intensive service industry that sees volatile demand
INTRODUCTION

Research Background and Motives
The hotel industry is one of the most labor-intensive service industries. Hotel services are inseparable and perishable, and hotels have distinct high and low seasons. As a result, they need unique arrangements for employee scheduling and business hours (Huang, 2006) . Statistics compiled by the Tourism Bureau of Taiwan in November, 2016, indicate that there are 75 international tourist hotels in Taiwan. Among these hotels, 36% (or 27 hotels), are situated in Taipei City (Taiwan Tourism Bureau, 2016) . Chen (2005) stated that human resources are the foremost resources of a hotel and can be regarded as a condition of market competition. Hotels attach a great deal of importance to how they make use of their employees, and it's vital that they value their employees. Enhancing the quality and abilities of management personnel is a major factor in corporate success (Wu, 2004) . The purpose of training programs is to make up for the difference between the objectives of a business and the abilities demonstrated by internal human resources. Comprehensive training systems can cultivate needed talent and improve employee knowledge and skill. Employees can gain promotion opportunities through training, which motivates them to learn. At the same time, training facilitates the achievement of corporate objectives and promotes the philosophy espoused by the organization.
Incentive systems play a crucial role in human resource management (Saks, 2006) . The incentive systems that corporations adopt to motivate their employees can be divided into two major categories: reward systems and punishment systems. Reward systems encourage employees that perform well and offer positive motivation, giving employees job satisfaction and pleasure while motivating unrewarded employees to perform better. In contrast, punishment systems penalize employees with poor work performance or deviant behavior and are a type of negative motivation. Such incentive systems can create some motivation but also tend to bring about displeasure or grievances (Chung, 2007) . Material rewards also play a significant role in human resource management. Studies have noted that supervisors generally give higher performance appraisals to senior employees, as they assume that experience means better work performance. However, this assumption is not reasonable; junior employees can also display high performance via the pursuit of new skills and knowledge. Whether this is a factor of employee turnover and whether junior employees can accept performance appraisal results and stay with a company are also issues examined in this study.
We used an international tourist hotel (label as hotel A in this study) in Taipei as the study case. The business philosophy of hotel A focuses on providing guests with warm hospitality, being innovative and considerate, and considering their employees as family. The majority of the employees at the hotel A are veterans of the hotel industry. How can less experienced employees be retained so as to prevent talent gaps? Many international tourist hotels have been established in the last decade, and employee retention can be difficult. Might a comprehensive training system and reward system enhance employee quality and increase their willingness to stay? Retaining good talent is the key to improving operating efficiency and customer retention.
In light of the background and motives listed above, this study made a review of the literature associated with the training systems and reward systems in hotel human resource management and employee willingness to stay. It is hoped that the results of this study can provide hotels with reference for the planning of personnel systems.
LITERATURE REVIEW AND RESEARCH FRAMEWORK
Training
The purpose of training is to enhance the knowledge and skills of employees and improve their performance in a planned, organized, and systematic manner. Educational training is a learning experience and can bring positive benefits to an organization, enhance employee knowledge and skills, improve employee quality and attitude, and improve job performance (Robbins, 1978) . Dessler (2005) outlined five steps in a comprehensive educational training program: 1. A needs analysis, which involves identifying deviance or inadequacies in performance, determining whether these can be rectified with training, and establishing a detailed and achievable target; 2. Instructional design, which involves setting training objectives with measurable standards; 3. validation, which involves doing test runs with a small number of employees and eliminating unsuitable training methods; 4. implementation of the training program; 5. evaluation, which involves assessing and comparing the performances of employees before and after training to examine the effectiveness of the training. We therefore define training systems as a means of validating and evaluating the development of an individual via planned learning so that said individual can successfully execute their current and future tasks (Mclagan et al., 1983) .
Rewards
Motivation theories form the theoretical basis of reward systems. Encouragement is the foundation of personnel management in an organization. Researchers commonly define punishment as the use of negative methods to correct inappropriate behavior (Trevino, 1992; Butterfield et al., 1996) . This means applying reinforcement theory, which is a common approach to shape behavior. We therefore defined rewards as recompense for contributions made. Feng (2002) observed that employees that are older, have served longer, or are more enthusiastic are more committed to their organization and are less likely to generate the idea of quitting. In contrast, younger employees are more likely to experience work-related stress. In an organization with an uncomplicated work force, effective communication with employees reduces turnover intention. In order for employees to be willing to stay, corporations must establish appropriate pay and performance systems and people-oriented methods of reform. Managers must treat employees fairly, set up reward systems, and give employees challenges, the power to participate in decision making, and educational training as is appropriate. They must value and adequately respond to employee needs, give them suitable authority, and take note of their career development plans and personal willingness to contribute. These will promote good relationships between employees and managers, which will also reduce training costs and greatly increase the success of talent retention .
Willingness to Stay
This study investigated whether the responses and opinions of employees with regard to reward systems within vary with the age, educational background, and monthly income of the employee. Based on these motives, we formulated Hypotheses 1, 2, and 3.
H1:
The employees of different demographics influence their responses to training systems.
H2:
The employees of different demographics influence their responses to reward systems.
H3:
The employees of different demographics influence their willingness to continue employment with an international tourist hotel. Schuler and Jackson (1987) discovered that an effective initial training reduces the time and costs needed for on-the-job training, enhances employee work confidence and satisfaction, gains employee commitment to the organization, strengthens employee cognition regarding the organization, decreases employee turnover and absence rates, and increases employee productivity and their willingness to stay. established that the effectiveness of educational training is significantly correlated to the degree of organizational commitment; educational training, participation, work engagement, job satisfaction, benefits, and rewards have a positive impact on willingness to stay, and effective educational training and greater cognition promote commitment, willingness to stay in the organization, and productivity. Thus, we proposed Hypothesis 4: H4: The effectiveness of the training system of an international tourist hotel is significantly correlated with the willingness of employees to stay.
Training Systems and Willingness to Stay
Reward Systems and Willingness to Stay
Chang (2001) discovered that interviewees displayed concern regarding monetary compensation; those that received more financial rewards (such as year-end bonuses and bonuses given during three Chinese festivals) felt greater job satisfaction and lower turnover intention. Researchers in the past presented six types of reward systems. The most preferred was educational training, followed by work rotation and bonuses. The next most preferred was rewards, and the last were promotions and commendation. Their results indicated that if employees perceive higher overall degrees of fairness, controllability, expectation, and communication in the reward system, employees will feel greater job satisfaction and demonstrate lower turnover intention. Wang et al. (2005) discovered that support from family and superiors exerts a significant influence on job satisfaction as well as willingness to stay; married and older employees are more willing to stay, and promotion opportunities are also significantly correlated with willingness to stay. We therefore propose Hypothesis 5: H5: The reward system used by an international tourist hotel is significantly correlated with the willingness of employees to stay. To examine the connection between various employee demographic variables (such as gender, marital status, age, educational background, monthly income, department of employment, position, years of service, and child status) and the training system, reward system, and willingness to stay, we constructed the following framework based on our research objectives and relevant literature.
Fig1. Research Framework
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Research Subjects and Sampling Method
We took a census with a questionnaire survey as our primary research instrument. First we conducted a pilot test questionnaire then proceeded with the official questionnaire. The question items of the pilot test questionnaire were checked for reliability, typos, and ambiguous wording and were recompiled into the official questionnaire following recovery and analysis. The subjects of this study were the 427 employees of the hotel A in Taipei.
Questionnaire Design
We adopted a five-point Likert scale for the questionnaire. The questionnaire covered personal information as well as constructs revised from past studies (Chang, 2007; Hu, 2005; Huang, 2003; Lee, 2003; regarding training systems, reward systems, and willingness to stay.
Pilot Test Analysis
The reliability of our research instrument was tested using Cronbach's α to confirm the behavioral consistency of recovered samples. The reliability of all the questionnaire items was 0.962, and all Cronbach's α values were greater than 0.7, thereby indicating that the questionnaire has good reliability. Thus, the pilot test questionnaire was adopted as the official questionnaire with no question items eliminated.
RESULTS
Distribution of Sample Characteristics
The subjects of this study were the employees of the hotel A in Taipei. The researcher personally asked management in each department to distribute the questionnaires. A total of 427 questionnaires were distributed, and 352 questionnaires were recovered. These included 10 invalid questionnaires, which resulted in a value questionnaire recovery rate of 82.9%. 
. T test of gender and constructs
A t test revealed significant gender differences in results regarding training effectiveness and income and promotion opportunities, which are sub-question items of training effectiveness. Male employees gave higher scores than female employees on average, which means that they attach more importance to salaries and promotions. Significant gender differences also existed in that men demonstrated higher willingness to stay. The remaining constructs showed no significant differences with regard to gender, as shown in Table 2 . 
Table2. Results of t test of gender and constructs
T Test of Marital Status and Constructs
The results indicate that marital status had no significant influence on feelings regarding training systems and reward systems but made a significant difference in willingness to stay. It is possible that single employees are more likely to generate turnover intentions when their colleagues quit or when they suffer from work-related stress or overly long working hours. In contrast, married employees are more willing to stay, perhaps for the sake of their families, as shown in Fig. 3 . 
Table3. Results of t test of marital status and constructs
Differences in Constructs with Regard to Age
A one-way ANOVA indicated that age was not correlated with any significant differences in perceptions of the training system. When questioned about their feelings regarding reward systems, significant differences were only found regarding feelings on extrinsic non-financial rewards. A post-hoc analysis using Scheffe's method revealed that employees over 51 years of age possessed more cognition than those between 18 and 30 years of age. This is possibly because employees over 51 years of age have had fewer learning and training opportunities outside the company. In the willingness to stay construct, only willingness to stay in the organization presented significant differences. Moreover, a post-hoc analysis using Scheffe's method revealed that employees over 51 years of age possessed more cognition than those between 31 and 40 years of age and those between 18 and 30 years of age, while employees between 41 and 50 years of age possessed more cognition than those between 18 and 30 years of age, as shown in Table 4 . 
Table4. Age and Relationship to Various Constructs
Differences in Constructs with Regard to Educational Background
Educational background was only coordinated with the training effectiveness in the training system construct. A post-hoc analysis using Scheffe's method showed that employees that had attained a senior or vocational high school degree but had not gone on to further education possessed more cognition than those with a bachelor's degree. Educational background also exerted significant influence on extrinsic financial and non-financial rewards, and employees with a junior college degree possessed more cognition than those with a bachelor's degree or a senior or vocational high school degree. Educational background had a significant impact on willingness to stay in the organization. A post-hoc analysis using Scheffe's method showed that employees with a junior college degree or a senior or vocational high school degree possessed more cognition than those with a bachelor's degree, as shown in Table 5 . 
Table5. Educational Background and Relationship to Various Constructs
Monthly Income and Relationship to Various Constructs
Among the various constructs, monthly income only exerted significant influence on intrinsic rewards and willingness to stay in the organization, as shown in Table 6 . 
Table6. Monthly Income and its Relationship to Various Constructs
Department of Employment
The department of employment exerted significant influence on training effectiveness. A post-hoc analysis using Scheffe's method showed that employees working in the housekeeping department possessed more cognition than those in the maintenance and accounting departments. In willingness to stay, significant differences were found in both willingness to stay in the organization and willingness to stay in the profession. Also, a post-hoc analysis using Scheffe's method showed that employees working in the housekeeping department possessed more cognition than those in the food and beverage department, as shown in Table 7 . 
Table7. Department of Employment and Relationship to Various Constructs
T test for position and constructs
A t test for position and the various constructs indicated no significant differences, as shown in Table  8 . 
Table8. Results of t test of position and constructs
Years of Service
As shown in Table 9 , years of service exerted significant influence on willingness to stay in the organization and willingness to stay in the profession. A post-hoc analysis using Scheffe's method showed that senior employees were more willing to stay. This is possibly because they have higher positions and salaries after years of service. 
T Test of Child Status and Constructs
Among the various constructs, child status only had a significant impact on willingness to stay in the organization, as shown in Table 10 . 
Table10. Results of t test of child status and constructs
Pearson Correlation Analysis
Correlation Analysis of Educational Training and Willingness to Stay
As shown in Table 11 , the items in the training system were only weakly correlated with the items regarding willingness to stay and were negatively correlated to "A coworker quitting makes me also want to quit" and "Work-related stress, overly long work hours, and salary issues are the main reasons that make me want to quit." 
Table11. Pearson coefficients for training motive and willingness to stay
N=342
As shown in Table 12 , the items regarding training effectiveness showed significant correlations with the items regarding willingness to stay and were negatively correlated to "A coworker quitting makes me also want to quit" and "Work-related stress, overly long work hours, and salary issues are the main reasons that make me want to quit." 
Table12. Pearson Coefficients for Training Effectiveness and Willingness to Stay
N=342
As can be seen in Table 13 , significant, moderate, and positive correlation exists between the constructs training system and willingness to stay, which means that if employees are more satisfied with the training system, they will be more willing to stay. Satisfactory training effectiveness had the most significant impact.
Table13. Overall Pearson correlation coefficient of training system and willingness to stay
Willingness to stay Training system Pearson correlation .452(**) Significance (two-tailed)
.000
N=342
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Correlation Analysis for Reward System and Willingness to Stay
As shown in Table 14 , the items regarding training system showed significant but moderate correlation with the items regarding willingness to stay and were negatively correlated to "A coworker quitting makes me also want to quit" and "Work pressure, overly long work hours, and salary issues are the main reasons that make me want to quit." Table 15 shows significant and moderate correlation exists between the constructs reward system and willingness to stay, and the correlation is almost positive and high. We therefore infer that if employees are more satisfied with the reward system, they will be more willing to stay. Furthermore, the correlation between reward system and willingness to stay is greater than that between training system and willingness to stay.
Table14. Pearson coefficients for reward system and willingness to stay
Table15. Overall Pearson Correlation Coefficient for Reward System and Willingness to Stay
Willingness to stay Reward system Pearson correlation .539(**) Significance (two-tailed)
CONCLUSIONS AND SUGGESTIONS
This study examined the relationships between satisfaction with training and reward systems in international tourist hotels and employee willingness to stay by surveying employees of the hotel A in Taipei. Based on analysis of the results, we arrived at the following conclusions and formulated specific suggestions for the reference of international hotel operators.
Conclusions
Difference in Employees with Regard to Training System Satisfaction
The variance data of the employees with regard to the training system satisfaction indicates that employees between 18 and 30 years of age possessed greater cognition than those over 51 years of age, which means that younger employees attached more importance to promotion opportunities. With regard to years of service, only training motive presented a significant correlation with work efficiency, which may mean that employees that had served for a longer period of time had enhanced their work efficiency via the training system.
Male employees derived greater satisfaction from the training system than female employees, and married employees were more satisfied than single employees that the training could enhance their capabilities. Employees over 51 years of age possessed better cognition than those between 18 and 30 years of age with regard to the training provided by the company, while employees with senior or vocational high school degrees possess greater cognition than those with bachelor's degrees with regard to training effectiveness. These results indicate that older employees and those with only senior or vocational high school degrees have fewer opportunities for further study; the educational training offered by the company can therefore enhance the working capabilities and confidence of these employees. In contrast, employees with bachelor's degrees or higher generally seek opportunities for further study on their own when they lack a particular skill.
Difference in Employees with Regard to Reward System
Single employees were more satisfied with the bonuses given during the three Chinese festivals, whereas married employees were more satisfied with the on-the-job training system. Employees over 51 years of age possessed better cognition than those between 18 and 30 years of age with regard to rewards provided by the company, particularly if an individual's work had a major influence on the company's operations. This may be because the older employees generally had more experience than those between 18 and 30 years of age, the latter group comprising mainly new or less experienced employees who were less likely to be given major responsibilities. In terms of position, employees in supervisory positions possessed greater cognition, possibly because they received greater salaries, year-end bonuses, and promotion opportunities than general employees. In terms of years of service, supervisors generally gave greater authority and decision-making power to senior employees.
Difference in Employees with Regard to Willingness to Stay
Male employees were more willing to stay than female employees, which shows that male employees, often being the breadwinners of the family, are less likely to generate turnover intentions. Employees with only senior or vocational high school degrees were more willing to stay than those with junior college or university degrees. This is possibly because the former have fewer opportunities to change jobs and are qualified for fewer jobs. In contrast, employees with higher educational degrees could use their degrees to change jobs or positions more easily. Married employees displayed greater willingness to stay than single employees; if a coworker quit, the latter were more likely to generate turnover intentions. Younger employees were more susceptible to work-related stress. Furthermore, most married employees had familial responsibilities, were steadier workers, and were less likely to quit. A quitting coworker increased the turnover intention of employees that had served for less than three years. Employees that had served for 11 to 15 years possessed greater cognition than those that had served for less than 5 years. Years of service was significantly and positively correlated to willingness to stay, with turnover intentions being lower as years of service increased. Employees that had children were more willing to stay than those that did not, and overly long work hours and salary issues reduced the willingness of childless employees to stay.
Correlation between Training System and Willingness to Stay
There is a positive correlation between satisfaction with the training system and willingness to stay. Satisfaction with training effectiveness had the most significant impact. Greater cognition regarding training effectiveness in employees indicated greater willingness to stay in the organization, and greater motivation to participate in training also won the training system greater approval.
Correlation between Reward System and Willingness to Stay
This study discovered a positive correlation between satisfaction with the reward system and willingness to stay. Furthermore, the correlation between satisfaction with the reward system and willingness to stay is greater than that between satisfaction with the training system and willingness to stay. Aside from offering bonuses, the reward system should also include timely praise, open commendation, and the appropriate delegation of authority and decision-making power. This suggests that mutual trust and respect are needed among employees, as well as good channels of communication, to increase employee performance and willingness to stay. 
Suggestions
Implementation of Reward System
For new or less experienced employees, the implementation of a reward system means giving them adequate authority and decision-making power when they perform well. Rewards should also not be limited to money. During performance appraisals, the everyday performance of individual employees should serve as the basis for assessment, not the better performance of senior employees.
Training System Plans
Work hours are often longer in the service industry, so careful consideration should be given to training plans. We suggest that consideration must also be given to the time when training is scheduled. Trainings should not be scheduled for the non-work hours of employees because loss of personal time might cause them to have an adverse reaction to the training. Our results also revealed that younger employees and those that had served for less time possessed poorer cognition and derived less satisfaction regarding the training system than other employees. Thus, adjustments and planning is needed in this respect so that all employees might be more satisfied with training. This would then improve employee quality and organizational solidarity.
Suggestions for Future Research
This study only examined the relationships between the willingness of employees to stay and the training and reward systems used in human resource management. We suggest that future research examine how employee relationship management, the welfare system, and the salary system relate to willingness to stay. Due to time limitations and cost considerations, only one case was investigated in this study. We suggest that future studies compare the employees of international tourist hotels in different regions to expand the practical value of the results.
